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Stay Positive No Matter What! 
n mind: The most important attribute of a successful sales person is always having a positive 
e. Below is a list of ways to keep a positive focus no matter what happens. You can post this list 
r desk, at home, on your laptop, or any place you go frequently. Let it be a reminder to stay 
:. Keeping your mind focused on the positive will lend to more positive sales results. 
ep your mind focused on 
Ir goals. 
excited about every 
tievement - great or small. 
n't dwell on misfortunes; 
y can destroy your attitude 
d can be contagious. 
! beyond your external and 
!rnal obstacles. 
mciate with people who 
re a positive outlook. 
trn from people that have 
Lt you want to have 
7. Listen intently and you will 
give your customers what 
they need. 
8. When you feel like you can't 
go on, make one more call. 
9. Don't set limits on yourself. 
You'll stifle your growth. 
10. Consistency is a necessity. 
11. Setbacks are only 
temporary. Don't look at 
them as failures. 
12. Don't shy away from 
opposition. From it you 
learn and get strong. 
13. Avoid complacency like the 
plague. 
14 Never, ever give upl 
15. After an apparent setback, 
review the basics. 
16. Your outcomes will be 
determined by your 
commitment, action and 
self-esteem. 
1 7. Don't buy into negatives. 
18. Manage your time and 
weigh your choices, and 
you'll be more in control of 
your life. 
Y@�r Sruitt®�� St@r�®� 
C'mon pardners --- 'fess up ! We reckon we all can learn a few tricks of the trade from 
you. Seriously, folks, we're offering up a reward for sharing YOUR strategies, sales tips 
and creative approaches to making sales. To have a featured article in our next 
newsletter (and to receive the "reward" ) call Mary Matheson at 363-5622 and share 
your expertise. 
HINT: What extra effort helped to sell or renew a group recently? 
When you're through reading this newsletter, please be a "good corporate citizen", 
and place it in your office's recycling box.I 
Marketing Education & Development 
FALL 1994 
This is the premier issue of the Marketing Education & 
Development quarterly newsletter. Our purpose is to provide 
you with updates on our current projects and offer prospecting 
and servicing ideas. Also, we'll give you sales tips and 
information to help you increase your production for both 
sales and service. This is YOUR sales/marketing newsletter, 
so you may be asked to share your experiences once in a 
while. We look forward to hearing your comments and 
thoughts for future issues. 
Reminder! Reminder! Reminder! 
Annual Marketing Conference 
September 19 - 21 
Marco Island Beach Resort 
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• Remarks by Bill Flaherty, 
President 
• Remarks by Tom Albright, 
Chief Marketing Executive 
• Trade Shows 




What's It All About? 
The ME&D department comes in 
contact with almost everyone in 
regional sales and marketing 
management at one time or another. 
For example, at the annual 
marketing conference, awards 
ceremony and President's Council, 
everyone knows that Joe Miller 
works hard to keep things running 
smoothly. Or when a new hire joins 
the BCBSF sales staff, we know we 
won't be seeing much of the new 
person until he or she has completed 
several weeks of intensive work with 
the New Hire Training Program. 
But just for those who are not aware 
of the myriad ways ME&D works to 
enhance and improve our marketing 
efforts, an outline of its four key 
areas is given below. Also included 
are updates on ongoing projects. 
■ New Hire 
Training 
This project has a goal of producing 
competent, professional BCBSF 
marketing personnel. Its managers, 
Amy Larkin and Lisa Cioffi, work 
towards this goal through the 
seminars offered in a group setting; 
one-on-one training for new hires; 
and coaching sessions in the field for 
new and incumbent sales personnel. 
Using the tools and knowledge 
gained in the New Hire Training 
program, the sales rep who has 
completed the course will sell new 
groups for BCBSF at a faster pace. 
In the same way, the service rep 
will show a higher percentage of 
retention in a shorter period of time 
using the techniques acquired in the 
training program. This faster 
success rate translates into an 
increase in job satisfaction, and a 
decrease in turnover for the sales 
staff 
Other areas the New Hire Training 
staff has worked on in recent 
months include assisting the 
National/Corporate areas as 
consultants for the development of 
regional training for the "out of 
area" and Healthy Addition 
program. This training was 
conducted for all Major Account 
Managers and Field Services 
Representatives, as well as other 
marketing staff 
Another ongoing project for this 
area is the new hire training 
program for the Field Group 
Specialist. Although it is still in 
the design phase, it is projected to 





This is a relatively new project for 
ME&D, and one which you'll be 
hearing more about in coming 
months. According to the project 
manager, Mary Matheson, this 
program focuses on assessing the 
proficiency of employees in their 
specific position. This includes all 
management and staff in regional 
marketing. Using the results of the 
assessment, more efficient and 
effective training materials can be 
offered. The primary goal of the 
program is to promote job enhance­
ment and, in the future, provide 
career pathing within BCBSF, 
which will help meet the personal 
needs of individuals and increase 
job efficiency and satisfaction. 




These seminars are designed as an 
educational PROSPECTING tool 
for our major accounts and other 
targeted employer groups. They 
can take many forms but generally 
are one day sessions which focus on 
a specific area of interest related to 
health care and insurance. For 
example, Dr. Ken Cooper, father of 
aerobics, has been the keynote 
speaker at a seminar in the Central, 
Southern and Northeast Regions 
and is featured at our upcoming 
session in the West Coast Region on 
September 9, 1994. Some of the 
past seminars have focused on 
health care reform, which is a very 
timely topic in our industry. 
Additional benefits of these 
semmars are: 
o Education and Service of 
Enrolled Groups 
o Assistance with Retention of 
Current Accounts 
o Adding New Groups to 
BeneFact 





These are the gatherings we are 
given the privilege to attend twice a 
year. Each Fall, the Annual Sales 
and Marketing Meeting provides the 
sales staff with an opportunity to be 
updated on the corporation's strate­
gies for the coming year. It also 
creates an environment for getting 
better acquainted with the areas of 
the company which support the 
marketing efforts. 
In the Spring, the Sales Award 
Meeting recognizes the high achiev­
ers in the company for the previous 
year, and also gives the sales and 
service staffs from all five regions a 
chance to be together in a relaxed 
setting. 
A third part of the this project is the 
President's Council Roundtable. 
This select group includes the 
Regional Top Producers and the 
FCL Top Producer of the Year. 
Their annual trip to Key West each 
Spring is coordinated by Marketing 
Education & Development. (A 
tough job, but someone has to do 
it!) 
Now that you've read about many of 
the areas that Marketing Education 
& Development works with, aren't 
you glad they're part of BCBSF's 
efforts to make sure we have a "top 








Marketing Education & Develapmer 
Seminar Schedule 
FOURTH QUARTER - 1994 
September 26 
Pre-Course Training Begins 
October 10 -14 
BCBSF Product Seminar 
October 31 - November 4 
BCBSF Sales Administration Seminar 
November 14 - 18 
Professional Benefits Consulting Seminar 
Tentative 1995 Schedule 
FIRST QUARTER 
January 23 Pre-Course Training Begins 
February 6-10 Product Seminar 
February 26 - March 3 Sales Administration Seminar 
March 13 - 17 Professional Benefits Consulting Seminar 
SECOND QUARTER 
April 17 Pre-Course Training Begins 
May I - 5 Product Seminar 
May 22 - 26 Sales Administration Seminar 
June 5 - 9 Professional Benefits Consulting Seminar 
THIRD QUARTER 
July IO Pre-Course Training Begins 
July 24 - 28 Product Seminar 
August 14 - 18 Sales Administration Seminar 
August 28 - September l - Professional Benefits Consulting Serr 
FOURTH QUARTER 
September 25 Pre-Course Training Begins 
October 9 - 13 Product Seminar 
October 30 - November 3 Sales Administration Seminar 
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This is a relatively new project for 
ME&D, and one which you'll be 
hearing more about in coming 
months. According to the project 
manager, Mary Matheson, this 
program focuses on assessing the 
proficiency of employees in their 
specific position. This includes all 
management and staff in regional 
marketing. Using the results of the 
assessment, more efficient and 
effective training materials can be 
offered. The primary goal of the 
program is to promote job enhance­
ment and, in the future, provide 
career pathing within BCBSF, 
which will help meet the personal 
needs of individuals and increase 
job efficiency and satisfaction. 




These seminars are designed as an 
educational PROSPECTING tool 
for our major accounts and other 
targeted employer groups. They 
can take many forms but generally 
are one day sessions which focus on 
a specific area of interest related to 
health care and insurance. For 
example, Dr. Ken Cooper, father of 
aerobics, has been the keynote 
speaker at a seminar in the Central, 
Southern and Northeast Regions 
and is featured at our upcoming 
session in the West Coast Region on 
September 9, 1994. Some of the 
past seminars have focused on 
health care reform, which is a very 
timely topic in our industry. 
Additional benefits of these 
semmars are: 
o Education and Service of 
Emolled Groups 
o Assistance with Retention of 
Current Accounts 
o Adding New Groups to 
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These are the gatherings we are 
given the privilege to attend twice a 
year. Each Fall, the Annual Sales 
and Marketing Meeting provides the 
sales staff with an opportunity to be 
updated on the corporation's strate­
gies for the coming year. It also 
creates an environment for getting 
better acquainted with the areas of 
the company which support the 
marketing efforts. 
In the Spring, the Sales Award 
Meeting recognizes the high achiev­
ers in the company for the previous 
year, and also gives the sales and 
service staffs from all five regions a 
chance to be together in a relaxed 
setting. 
A third part of the this project is the 
President's Council Roundtable. 
This select group includes the 
Regional Top Producers and the 
FCL Top Producer of theYear. 
Their annual trip to Key West each 
Spring is coordinated by Marketing 
Education & Development. (A 
tough job, but someone has to do 
it') 
Now that you've read about many of 
the areas that Marketing Education 
& Development works with, aren't 
you glad they're part of BCBSF's 
efforts to make sure we have a "top 







8:30 - 5:00 
Marketing Ed.ucation & Development 
Seminar Schedule 
FOURTH QUARTER - 1994 
September 26 
Pre-Course Training Begins 
October 10 -14 
BCBSF Product Seminar 
October 31 - November 4 
BCBSF Sales Administration Seminar 
November 14 - 18 
Professional Benefits Consulting Seminar 
Tentative 1995 Schedule 
FIRST QUARTER 
January 23 Pre-Course Training Begins 
February 6- 10 Product Seminar 
February 26 - March 3 Sales Administration Seminar 
March 13 - 1 7 Professional Benefits Consulting Seminar 
SECOND QUARTER 
April 17 Pre-Course Training Begins 
May 1 - 5 Product Seminar 
May 22 - 26 Sales Administration Seminar 
June 5 - 9 Professional Benefits Consulting Seminar 
THIRD QUARTER 
July 10 Pre-Course Training Begins 
July 24 - 28 Product Seminar 
August 14 - 18 Sales Administration Seminar 
August 28 - September 1 - Professional Benefits Consulting Seminar 
FOURTH QUARTER 
September 25 Pre-Course Training Begins 
October 9 - 13 Product Seminar 
October 30 - November 3 Sales Administration Seminar 
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8:30 - 5:00 
Marketing Education & Development 
Seminar Schedule 
FOURTH QUARTER - 1994 
September 26 
Pre-Course Training Begins 
October 10 -14 
BCBSF Product Seminar 
October 31 - November 4 
BCBSF Sales Administration Seminar 
November 14 - 18 
Professional Benefits Consulting Seminar 
Tentative 1995 Schedule 
FIRST QUARTER 
January 23 Pre-Course Training Begins 
February 6- 10 Product Seminar 
February 26 - March 3 Sales Administration Seminar 
March 13 - 17 Professional Benefits Consulting Seminar 
SECOND QUARTER 
April 1 7 Pre-Course Training Begins 
May 1 - 5 Product Seminar 
May 22 - 26 Sales Administration Seminar 
June 5 - 9 Professional Benefits Consulting Seminar 
THIRD QUARTER 
July 10 Pre-Course Training Begins 
July 24 - 28 Product Seminar 
August 14 - 18 Sales Administration Seminar 
August 28 - September I - Professional Benefits Consulting Seminar 
September 25 Pre-Course Training Begins 
October 9 - 13 Product Seminar 
October 30 - November 3 Sales Administration Seminar 
November 13 - 17 Professional Benefits Consulting Seminar 
1994 Graduates of the New Hire Training Program ... 
... Up Close and Personal ! 
One of the regular features 
of our newsletter will be 
personal profiles on our 
recent graduates of the New 
Hire Training Program. 
For this issue, we are 
including all of the 
graduates during 1994. 
We hope you enjoy getting 
the "inside scoop " on your 
peers! 
From the Southern 
Region ... 
Christine Bibey was promo_ted 
from the Provider Relations area 
of the company to the position 
of Major Account Field Service 
Representative. She has been 
with BCBSF, in the Southern 
Region office, for the past seven 
years. She and her husband, 
Dennis, have two children, a son, 
Nicholas who is 9 years old, and 
a daughter, Amanda who is 5 
years old. In her spare time, 
Christine enjoys being part of the 
bowling league at the office and 
with her children, and also 
collects "Precious Moments". 
From the Central 
Region ... 
Beverly Gagliardi has worked 
in the managed care arena since 
1984, and recently joined 
BCBSF as an Account Executive 
in the 100+ market. She also 
brings her experience as a nurse, 
having received a Masters in 
both Nursing and Business. She 
and her husband, Koorosh, 
spend most of their free time 
with their children, Michael, age 
5, and Tamara, age 4, who are 
actively involved in karate and 
gymnastics. 
Fran Risting is new to the area, 
having relocated to Central 
Florida from South Florida 
where she was with Family 
Health Plan. She is handling the 
10-300 market as a Marketing 
Representative for Volusia 
County. As the top producer 
of sales for August 1st, she is 
getting off to a great start ! Her 
husband, Bob, has his own 
business manufacturing business 
and decorative stamps, and they 
are the parents of two teenage 
daughters, ages 15 and 1 7. 
When she can find some spare 
time, Fran enjoys playing golf 
John Stevens was promoted 
from a Personal Service Repre­
sentative in Membership and 
Billing to the position of Major 
Account Field Service 
Representative. He first came 
to work for BCB SF as a 
Customer Service Rep. 
Previously, he spent 11 years in 
the Air Force in the area of 
Human Relations, and has 
worked for BCBS of New 
Jersey. He and his wife, Amy, 
have two children, ages I 0 
and 6. 
From the West Coast 
Region ... 
Kim Canada came to BCBSF 
from AvMed and is now a 
Marketing Representative in the 
10-299 market of downtown 
Tampa. She also has worked for 
BCBS of Missouri. Kim and her 
husband, Ed, have four stepchil­
dren, one step grandchild, and 
another step grandchild due at 
any time. Kim enjoys 
trapshooting in her spare time. 
1994 New Hire Tra.ining Progra.m Gra.clua.tes ... 
... U'p Close a.nci Persona.l, cont'd 
Pati Drain was promoted to the 
position of Major Account Field 
Service Representative from the 
Provider Relations area of the 
company. She has worked for 
Blue Cross for 15 years, having 
spent 10 years with the Ohio 
plan and 5 years in Florida at the 
West Coast Regional Office. 
She and her husband, John, have 
a 16-year-old son, James. Pati 
enjoys reading, listening to 
classical music and doing cross 
stitch and home decorating 
sewing projects in her spare 
time. 
Linh Tacker has relocated from 
the Central Region, where she 
was a Field Group Specialist, to 
the West Coast Region as an 
Account Representative. She 
has been with BCBSF for four 
years. Linh and her husband, 
Jon, have a daughter, Chrystal. 
She enjoys playing team sports, 
such as volleyball and softball, in 
her free time . . 
From the Northwest 
Region ... 
Trish Lee came to BCBSF from 
her position as Marketing and 
Business Development Manager 
for the Port of Pensacola. She is 
an Account Representative. 
Trish and her husband, Lyle, 
enjoy riding their Harley­
Davidson on weekends, and also 
have a salt water aquarium. 
From the Northeast 
Region ... 
Pam Smith is the new Enroll­
ment Representative for the 
Jacksonville office, bringing her 
experience as a Field Group 
Specialist to her position. She 
and her husband, Jack, recently 
became homeowners, and Pam 
spends much of her free time on 
home renovation projects and 
mowing her acre of land. 
Tom Kay joined BCBSF as a 
Marketing Representative in the 
Jacksonville office for the 10-99 
group size He previously 
worked in the broker industry . 
Tom is active in sports, 
especially basketball and tennis . 
He and his wife, Kristi, have 
three sons. 
Danny Page is the Enrollment 
Representative for the 
Gainesville office, bringing 3 I /2 
years of experience in the health 
field. He currently lives in St. 
Augustine, but will be relocating 
to the Gainesville area. He is 
single, and enjoys hunting and 
fishing. 
News from the 
''Lifestyles of the 
ME & D" 
Department: 
As many of you know, Amy 
and Jep Larkin have a new 
addition to their family. Their 
son, Conner McDavid Larkin 
made his grand entrance on 
July 22nd, weighing 8 pounds, 
1 5  ounces . Mom and baby are 
doing fine. Look for Amy to 
be back in the office toward 
the end of October. 
AND, believe it or not, Joe 
Miller finally "tied the knot" . 
On Wednesday, July 20th, Joe 
and Colleen were married in 
St . Augustine. 
This is a quarterly newsletter 
ji-om the Marketing Education 
and Development Department 
of Blue Cross Blue Shield of 
Florida. Its purpose is to 
inform, update and inspire the 
BCBSF marketing staff 
Editor: Mary Matheson 
Contributing Writers: Joe 





Sta.y Positive No Ma.tter Wha.t! 
Keep in mind: The most important attribute of a successful sales person is always having a positiv 
attitude. Below is a list of ways to keep a positive focus no matter what happens. You can post th 
at your desk, at home, on your laptop, or any place you go frequently. Let it be a reminder to stay 
upbeat. Keeping your mind focused on the positive will lend to more positive sales results. 
1 . Keep your mind focused on 7. Listen intently and you will 13. A void complacency lil 
your goals. give your customers what plague. 
they need. 
2. Be excited about every 14 . Never, ever give up t 
achievement - great or small. 8. When you feel like you can't 
go on, make one more call . 15. After an apparent setb 
3. Don't dwell on misfortunes; review the basics. 
they can destroy your attitude 9. Don't set limits on yourself. 
and can be contagious. You'll stifle your growth. 16. Your outcomes will b, 
determined by your 
4 .  See beyond your external and 10. Consistency is a necessity commitment, action ai 
internal obstacles. self-esteem. 
11 . Setbacks are only 
5. Associate with people who temporary . Don't look at 17. Don't buy into negativ 
have a positive outlook. them as failures. 
18. Manage your time anc: 
6. Learn from people that have 12. Don't shy away from weigh your choices, an 
what you want to have. opposition. From it you you'll be more in contr 
learn and get strong. your life. 
Y@ruur �™I�t®�� �t@lfa®� 
C'mon pardners --- 'fess up ! We reckon we all can learn a few tricks of the trade frorr 
you. Seriously, folks, we're offering up a reward for sharing YOUR strategies, sales ti 
and creative approaches to making sales. To have a featured article in our next 
newsletter (and to receive the "reward" ) call Mary Matheson at 363-5622 and share 
your expertise. 
HINT: What extra effort helped to sell or renew a group recently? 
When you 're through reading this newsletter, please be a ''good corporate citizen", 
and place it in your office 's recycling box! 
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From the Northeast 
Region ... 
Pam Smith is the new Enroll­
ment Representative for the 
Jacksonville office, bringing her 
experience as a Field Group 
Specialist to her position. She 
and her husband, Jack, recently 
became homeowners, and Pam 
spends much of her free time on 
home renovation projects and 
mowing her acre of land. 
Tom Kay joined BCBSF as a 
Marketing Representative in the 
Jacksonville office for the 10-99 
group size. He previously 
worked in the broker industry. 
Tom is active in sports, 
especially basketball and tennis. 
He and his wife, Kristi, have 
three sons. 
Danny Page is the Enrollment 
Representative for the 
Gainesville office, bringing 3 1 /2 
years of experience in the health 
field. He currently lives in St . 
Augustine, but will be relocating 
to the Gainesville area. He is 
single, and enjoys hunting and 
fishing. 
News from the 
"Lifestyles of the 
ME & D" 
Department: 
As many of you know, Amy 
and Jep Larkin have a new 
addition to their family. Their 
son, Conner McDavid Larkin 
made his grand entrance on 
July 22nd, weighing 8 pounds, 
15 ounces. Mom and baby are 
doing fine. Look for Amy to 
be back in the office toward 
the end of October. 
AND, believe it or not, Joe 
Miller finally "tied the knot". 
On Wednesday, July 20th, Joe 
and Colleen were married in 
St. Augustine. 
This is a quarterly newsletter 
from the Marketing Education 
and Development Department 
of Blue Cross Blue Shield of 
Florida. Its purpose is to 
inform, update and inspire the 
BCBSF marketing stafl 
Editor: Mary Matheson 
Contributing Writers: Joe 






Stay Positive No Matter What! 
Keep in mind : The most important attribute of a successful sales person is always having a positive 
attitude. Below is a list of ways to keep a positive focus no matter what happens. You can post this list 
at your desk, at home, on your laptop, or any place you go frequently. Let it be a reminder to stay 
upbeat. Keeping your mind focused on the positive will lend to more positive sales results. 
1. Keep your mind focused on 7. Listen intently and you will 13. Avoid complacency like the 
your goals. give your customers what plague. 
they need. 
2. Be excited about every 14. Never, ever give up ! 
achievement - great or small. 8. When you feel like you can't 
go on, make one more call. 15 _ After an apparent setback, 
3. Don't dwell on misfortunes; review the basics. 
they can destroy your attitude 9. Don't set limits on yourself 
and can be contagious. You'll stifle your growth. 16. Your outcomes will be 
determined by your 
4. See beyond your external and 10. Consistency is a necessity. commitment, action and 
internal obstacles. self-esteem. 
11. Setbacks are only 
5. Associate with people who temporary. Don't look at 1 7. Don't buy into negatives. 
have a positive outlook. them as failures. 
18. Manage your time and 
6. Learn from people that have 12. Don't shy away from weigh your choices, and 
what you want to have. opposition. From it you you'll be more in control of 
learn and get strong. your life. 
y @ru}[f �ruitt®$$ �i@lf�®$ 
C'mon pardners --- 'fess up ! We reckon we all can learn a few tricks of the trade from 
you. Seriously, folks, we're offering up a reward for sharing YOUR strategies, sales tips 
and creative approaches to making sales. To have a featured article in our next 
newsletter (and to receive the "reward" ) call Mary Matheson at 363-5622 and share 
your expertise. 
HINT: What extra effort helped to sell or renew a group recently? 
When you're through reading this newsletter, please be a "good corporate citizen", 
and place it in your office's recycling box.I 
